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Dear Ms. Salas:

Pursuant to the procedures established in the FCC's First Order on Reconsideration in CC
Docket No. 94-129;Qeased May 3,2000, the Florida Public Service Commission (FPSC) is electing
to take primary responsibility for resolving slamming complaints registered by Florida consumers
as of the effective date of the FCC's modified unauthorized carrier change rules. The information
required to be included in the state notification by 47 C.F.R. § 64.1110(a) and ~29 ofthe May Order
is provided below:

Complaint Process

Method ofFiling:

Consumers may contact the FPSC regarding their slamming complaints by letter, toll-free fax, and
on-line electronic complaint form or telephone call to the Commission.

Location ofFiling:

Mailing address:

Toll-free consumer complaints phone number:
Toll-free facsimile number:

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0850

1-800/342-3552
1-800/511-0809

On-line complaint: http://www.floridapsc.comlconsumerslcomplaintlindex.html

No. of Copies rac'd C
LiGtABCDE

An Aftlnnadn AcdonIEqual Opportunity Employer
PSC Webldte: http://www.ftoridapK.comInternetE-mail: cont8d@.-.stlIte.tI...

......_~.__._..._----_....._..---- ._----------------



Ms. Magalie Roman Salas
Page 2
October 5,2000

Filingfees: No filing fees required.

Documentation ConsumerMust Provide: No documentation is absolutely required, however, staff
may request a copy of the page of the consumer's telephone bill that contains the alleged
unauthorized carrier's charges and a document containing the consumer's legal signature, ifa letter
of authorization is involved, (usually a driver's license).

Procedure (Safeguards, Deadlines, Appeal Rights): The FPSC will be applying its more stringent
rules, which are attached. The alleged unauthorized carrier is required by the Florida Public Service
Commission's (FPSC) rules to respond to the investigator within 15 calendar days. The FPSC rules
further require the first 30 days ofcharges imposed by the unauthorized carrier to be removed from
the consumer's telephone bill.

In its initial contact with the alleged unauthorized carrier, the FPSC will request proofthat,
prior to switching the consumer, the carrier obtained proper authorization in compliance with the
FPSC rules. Upon receipt of the carrier's alleged proof of authorization, typically either a tape­
recorded independent third-party verification or a letter of authorization, the FPSC investigator
determines if the verification complies with state law and FPSC rules. The FPSC rule regarding
verification procedures meets or exceeds the requirements of the FCC's rules. The FPSC rule
requires the unauthorized carrier to refund or credit the consumer 100% ofthe unauthorized charges
depending on whether the consumer has paid the bill. For example, the consumer is absolved of
liability for the first 30 days and rerated to preferred carrier's rates after the first 30 days up to
twelve months.

You will note that the FPSC's rules do not address carrier to carrier compensation. It is our
understanding that, to date, carriers have not sought compensation for lost revenues, as the result
of slamming, from the unauthorized carriers. We also note that ~ 86 in the FCC's August 15
Slamming Order acknowledges a possible carrier-to-carrier resolution of inter-carrier concerns.

If the investigator determines the carrier verification provided by the carrier complies with
the FPSC's rules, the consumer is notified that the FPSC found that no slam occurred. If the
investigator determines that the verification was inadequate, then the carrier and consumer are
informed that a slam did occur and, in accordance with 47 U.S.C. § 258 (b)l, both the federal and
state remedies apply.

1 Section 258(b) says specifically that the federal procedures created to implement
subsection (b)'s remedies for slamming, as prescribed in the FCC's Rules, are "in addition to any
other remedies available by law."
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Ifthe carrier fails to provide proofofauthorization or does not respond to the investigator,
the FPSC initiates formal legal action in the form ofa show cause proceeding. A carrier or consumer
who is not satisfied with the resolution of a slamming complaint, may appeal the determination
through the Commission's complaint rule procedures, or by pursuing the matter by filing a formal
complaint with the Commission.

It is our understanding, based on discussions with the FCC's staff, there is no absolute
requirement that we use adjudication or formal Commission bench time on every slamming
complaint.

FCC-State Coordination:

Reporting: The FPSC staff enters each slamming complaint that is investigated into our
complaint database. In accordance with ~ 34 of the May Order, we agree to regularly file
information with the FCC that details slamming activity in our State to facilitate joint enforcement
activities.

Coordination: The primary contact for the FCC or coordination ofFCC complaint referrals
and State reporting is Bev DeMello, (850)413-6107; Facsimile: (850)413-6108; e-mail:
bdemello@psc.state.fl.us

E-mail complaintreferralsshouldbedirectedtocontact@psc.state.fl.us. while complaints
delivered via U.S. mail should be directed to the address listed above.

The FPSC looks forward to working with the FCC to eradicate slamming altogether.

Sincerely,~

C\.~ Q_~-S
~erry Deason, Chairman
Florida Public Service Commission

Attachment
cc: FCC Consumer Information Bureau Chief

Bev DeMello, Director, Division ofConsumer Affairs, FPSC
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=4.215

PART I GENERAL PROVISIONS

25-4.002 Application and Scope.
(I) These rules are intended to define reasonable service standards which will promote the furnishing of adequate and

satisfactory local and long distance service to the public, and to establish tile rights and responsibilities of both the utility and the
customer. The rules contained in Parts I-XI of this Chapter apply to local exchange c:ompanies. The rules contained in Part X of
Chapter 25-24 apply to any Interexchange Company. The rules in Part XI of Chapter 25-24 apply to any pay telephone service
company. The rules in Part XII of Chapter 25-24 apply to all Shared Tenant Service Companies. The rules in Part XIII of Chapter
25-24 apply to all Operator Service Provider Companies and call aggregators. The rules contained in Part XIV of Chapter 25-24
apply to all Alternative Access Vendor Service Providers. The rules contained in Part XV apply to all alternative local exchange
telecommunications companies.

(2) In addition to the rules contained in this part, any local exchange company that provides operator services in a call
aggregator context shall also comply with the rules contained in Part XIII of Chapter 25-24, F.A.C.

Specific Authority 350./27(2) FS. Law Implemented 364.01, 364.335. 364.337, 364.3376 FS. Hislo~Revised 12-1-68, Formerly 25-4.02,
Amended 2-23-87, 1-8-95.2-1-99.

25-4.003 Detbdtlou.
For the purpose of Chapter 25-4, the definitions of the following terms apply: .

(I) "Access Line" or "Subscriber Line." The circuit or channel between the demarcation point at the customer's premises and
the serving end or class 5 central office.

(2) "Alternative Local Exchange Telecommunications Company (ALEC)." Any company certificated by the commission to
provide local exchange telecommunications services in Florida on or after July I, 1995.

(3) "Average Busy Season-Busy Hour Traffic." The average traffic volume for the busy season busy hours.
(4) "Billing Party." Any telecommunications company that bills an end user consumer on its own behalf or on behalf of an

originating party.
(5) "Busy Hour." The continuous one-hour period of the day during which the greatest volume of traffic is handled in the

office.
(6) "Busy Season." The calendar month or period of the year (preferably 30 days but not to exceed 60 days) during which the

greatest volume of traffic is handled in the office.
(7) "CalL" An attempted telephone message.
(8) "Central Office." A location where there is an assembly of equipment that establishes the connections between subscriber

access lines, trunks, switched access circuits, private line facilities, and special access facilities with the rest of the telephone
network.

(9) "Commission." The Florida Public Service Commission.
. (10) "Company," "Telecommunications Company," "Telephone Company," or "Utility." These terms may be used
mterchangeably herein and shall mean "telecommunications company" as defined in Section 364.02(12), Florida Statutes.
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( II) "Completed call." A call which has been switched through an established path so that two-way conversation or data
transmission is possible.

(12) "Disconnect" or "Disconnection." The dissociation or release of a circuit. In the case of a billable call, the end of the
billable time for the call whether intentionally terminated or terminated due to a service interruption.

(13) "Drop or Service Wire." The connecting link that extends from the local distribution service terminal to the protector or
telephone network interface device on the customer's premises.

(14) "Exchange." The entire telephone plant and facilities used in providing telephone service to subscribers located in an
exchange area. An exchange may include more than one central office unit.

(15) "Exchange (Service) Area." The territory of a local exchange company (LEC) within which local telephone service is
furnished at the exchange rates applicable within that area. ,

(16) "Extended Area Service," A type of telephone service whereby subscribers of a given exchange or area may complete
calls to, and receive messages from, one or more other exchanges or areas without toll charges, or complete calls to one or more
other exchanges or areas without toll message charges.

(17) "Extension Station." An additional station connected on the same circuit as the main station and subsidiary thereto.
(18) "Foreign Exchange Service." A classification of LEC exchange service furnished under tariff provisions whereby a

subscriber may be provided telephone service from an exchange other than the one from which he would normally be served.
(19) "Information Service." Telephone calls made to 900 or 976 type services, but does not include Internet services,
(20) "Intercept Service." A service arrangement provided by the telecommunications company whereby calls placed to an

unequipped non-working, disconnected, or discontinued telephone number are intercepted by operator, recorder, or audio response
computer and the calling party informed that the called telephone number is not in service, has been disconnected, discontinued, or
changed to another number, or that calls are received by another telephone. This service is also provided in certain central offices
and switching centers to inform the calling party of conditions such as system blockages, inability of the system to complete a call
as dialed, no such office code, and all circuits busy.

(21) "Interexchange Company (IXC)," Any telecommunications company, as defined in Section 364.02(12), Florida Statutes,
which provides telecommunications service between local calling areas as those areas are described in the approved tariffs of
individual LECs. IXC includes, but is not limited to, MLDAs as defined in subsection (37) of these definitions.

(22) "Inter-office Call." A telephone call originating in one central office but terminating in another central office, both of
which are in the same designated exchange area.

(23) "Interstate Toll Message." Those toll messages which do not originate and terminate within the same state.
(24) "Intertoll Trunk." A line or circuit between two toll offices, two end offices, or between an end office and toll office, over

which toll calls are passed.
(25) "Intra-office Call." A telephone call originating and terminating within the same central office.
(26) "Intra-state Toll Message." Those toll messages which originate and terminate within the same state.
(27) "Invalid Number." A number comprised of an unassigned area code number or a non-working central office code (NXX).
(28) "Large LEC." A LEC certificated by the Commission prior to July I, 1995, that had in excess of 100,000 access lines in

service on July I, 1995.
(29) "Local Access and Transport Area (LATA)" or "Market Area." A geographical area, which is loosely based on standard

metropolitan statistical areas (SMSAs), within which a LEC may transport telecommunication signals.
(30) "Local Exchange Telecommunications Company (LEC)." Any telecommunications company, as defined in Section

364.02(6), Florida Statutes.
(31) "Local Provider (LP)." Any telecommunications company providing local telecommunications service, excluding pay

telephone providers and call aggregators.
(32) "Local Service Area" or "Local Calling Area." The area within which telephone service is furnished subscribers under a

specific schedule of rates and without toll charges. A LEC's local service area may include one or more exchange areas or portions
of exchange areas.

(33) "Local Toll Provider (LTP)." Any telecommunications company providing intraLATA or intramarket area long distance
telecommunications service.

(34) "Main Station." The principal telephone associated with each service to which a telephone number is assigned and which
is connected to the central office equipment by an individual or party line circuit or channel.

(35) "Message." ~ completed telephone call.
(36) "Mileage Charge." A tariff charge for circuits and channels connecting other services that are auxiliary to local exchange

service such as offpremises extensions, foreign exchange and foreign central office services, private line services, and tie lines.
(37) "Multiple Location Discount Aggregator (MLDA)." An entity that offers discounted long distance telecommunications

services from an underlying IXC to unaffiliated entities. An entity is a MLDA if one or more of the following criteria applies:
(a) It collects fees related to interexchange telecommunications services directly from subscribers,
(b) It bills for interexchange telecommunications services in its own name,
(c) It is responsible for an end user's unpaid interexchange telecommunications bill, or .
(d) A customer's bill cannot be determined by applying the tariff of the underlying IXC to the customer's individual usage.

Florida Public Service Commission
Rules Relating to Slamming
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(38) "Nonnal Working Days." The nonnal working days for installation and construction shall be all days except Saturdays,
Sundays, and holidays. The nonnal working days for repair service shall be all days except Sundays and holidays. Holidays shall be
the days which are observed by each individual telephone utility.

(39) "Optional Calling Plan." An optional service furnished under tariff provisions which recognizes the need of some
subscribers for extended area calling without imposing the cost on the entire body of subscribers.

(40) "Originating Party." Any person, finn, corporation, or other entity, including a telecommunications company or a billing
clearinghouse, that provides any telecommunications service or infonnation service to a customer or bills a customer through a
billing party, except the tenn "originating party" does not include any entity specifically exempted from the definition of
"telecommunications company" as provided in s. 364.02(12).

(41) "Out of Service." The inability, as reported by the customer, to complete either incoming or outgoing calls over the
subscriber's line. "Out of Service"shall not include:

(a) Service difficulties such as slow dial tone, circuits busy, or other network or switching capacity shortages;
(b) Interruptions caused by a negligent or willful act of the subscriber; and
(c) Situations in which a company suspends or tenninates service because of nonpayment of bills, unlawful or improper use of

facilities or service, or any other reason set forth in approved tariffs or Commission rules.
(42) "Outside Plant." The telephone equipment and facilities installed on, along, or under streets, alleys, highways, or on

private rights-of-way between the central office and subscribers' locations or between central offices of the same or different
exchanges.

(43) "Pay Telephone Service Company." Any telecommunications company that provides pay telephone service as defined in
Section 364.3375, Florida Statutes.

(44) "PC-Freeze." (Preferred Carrier Freeze) A service offered that restricts the customer's carrier selection until further notice
from the customer.

(45) "Provider." Any telecommunications company providing service, excluding pay telephone providers and call aggregators
(i.e., local, local toll, and toll providers).

(46) "Service Objective." A quality of service which is desirable to be achieved under nonnal conditions.
(47) "Service Standard." A level of service which a telecommunications company, under nonnal conditions, is expected to

meet in its certificated territory as representative of adequate services.
(48) "Small LEe." A LEC certificated by the Commission prior to July I, 1995, which had fewer than 100,000 access lines in

service on July I, 1995.
(49) "Station." A telephone instrument consisting of a transmitter, receiver, and associated apparatus so connected as to pennit

sending or receiving telephone messages.
(50) "Subscriber" or "Customer." These tenns may be used interchangeably herein and shall mean any person, finn,

partnership, corporation, municipality, cooperative .organization, or governmental agency supplied with communication service by
a telecommunications company.

(51) "Subscriber Line." See "Access Line."
(52) "Switching Center." Location at which telephone traffic, either local or toll, is switched or connected from one circuit or

line to another. A local switching center may be .comprised of several central office units.
(53) "Toll Connecting Trunk." A trunk which connects a local central office with its toll operating office.
(54) "Toll Message." A completed telephone call between stations in different exchanges for which message toll charges are

applicable.
(55) "Toll Provider (TP)." Any telecommunications company providing interLATA long distance telecommunications service.
(56) "Traffic Study." The process of recording usage measurements which can be translated into required quantities of

equipment.
(57) "Trouble Report." Any oral or written report from a subscriber or user of telephone service to the telephone company

indicating improper function or defective conditions with respect to the operation of telephone facilities over which the telephone
company has control.

(58) "Trunk." A communication channel between central office units or entities, or private branch exchanges.
(59) "Valid Number." A number for a specific telephone tenninal in an assigned area code and working central office which is

equipped to ring and connect a calling party to such tenninal number.

Specific Authority 350.127(2) FS. Law Implemented 364.01.364.02.364.32,364.335.364.337,364.3375. 364.3376. 364.602 FS. History-Revised
12-1-68. Amended 3-31-76. Formerly 25-4.03. Amended 2-23-87, 3-4-92. 12-21-93,3-10-96, 12-28-98. 7-5-{)().

r"-'--'-Revised 12-1-68. Formerly 25-4.04.

'ficates of Public Convenience and Necessity.
Except as provided in a rida Statutes, no person shall begin the construction or any telephone line, plant
or system or an extension thereof or acquire 0 . control thereof . y or indirectly, without first obtaining from
the Florida Public Service Commission a certificate th e ublic convenience and necessity require or will
require such construction, operation n. .

Florida Public Service Commission
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(3) New or additional deposits. A company may require upon reasonable written notice of not less than 15 days, a new deposit
ere previously waived or returned, or an additional deposit, in order to secure payment of current bills. Provided, however, at

the al amount of required deposit should not exceed twice the actual average monthly toll provided by or billed by the L plus
one mo 's local service charge, for the 90-day period immediately prior to the date of notice. In the event the custo has had
service les han 90 days, then the company shall base its new or additional deposit upon the actual average m thly billing
available. Wh the company has a good reason to believe payment by a nonresidential customer is in jeopar and toll usage
provided by or bi d by the LEe is significantly above nonnal for that customer, the company may reques new or additional
deposit. If the deposi quested is not paid within 48 hours, the company may discontinue service.

(4) Refund of depos' After a customer has established a satisfactory payment record and has h continuous service for a
period of 23 months, the co any shall refund the residential customer's deposits and shall, at its on, either refund or pay the
higher rate of interest specified low for nonresidential deposits, providing the customer has n ,10 the preceding 12 months, (a)
made more than one late payment 0 bill (after the expiration of 15 days from the date ofrna' ng or delivery by the company), (b)
paid with a check refused by a bank, been disconnected for nonpayment, or at any . e, (d) used service in a fraudulent or
unauthorized manner. .

(5) Interest on deposit.
(a) Each telephone company which require eposits to be made by its tomers shall pay a minimum interest on such

deposits of 6 percent per annum. The company sha ay an interest rate percent per annum on deposits of nonresidential
customers qualifying under subsection (4) when the utilI elects not to d such deposit after 23 months.

(b) The deposit interest shall be simple interest in all ca and se ement shall be made annually, either in cash or by credit on
the current bill. This does not prohibit any company paying . er rate of interest than required by this rule. No customer
depositor shall be entitled to receive interest on their deposit u d unless a customer relationship' and the deposit have been in
existence for a continuous period of six months. Then or she 11 be entitled to receive interest from the day of the
commencement of the customer relationship and the p ement of depo .. Nothing in this rule shall prohibit a company from
refunding at any time a deposit with an accrued inter

(6) Record of deposits. Each company havin n hand deposits from custom or hereafter receiving deposits from them shall
keep records to show:

(a) The name of each customer makin e deposit;
(b) The premises occupied by the c orner when the deposit was made;
(c) The date and amount of dep ; and
(d) Each transaction concern' g the deposit such as interest payment, interest credited or simi transactions.
(7) Receipt for deposit. on-transferable certificate of deposit shall be issued to each customer d means provided so that

the customer may claim t deposit if the certificate is lost. The deposit receipt shall contain notice til after ninety (90) days
service, the subscriber' entitled to refunds of any deposit over and above an amount equal to one month's al service plus two
months' average tol ervice provided by or billed by the LEe.

(8) Refund deposit when service is discontinued. Upon termination of service, the deposit and accrued i rest may be
credited agai the final account of the LEe and the balance, ifany, shall be returned promptly to the customer but in no yent later
than forty ve (45) days after service is discontinued.

Speci Authority 350.127(2) FS. Law Implemented 364.03. 364.07, 364.19 FS. History-New 12-1-68, Amended 4-1-69. 7-20-73. 3-31­
6- -80.9-16-80,1-31-84.10-13-88,8-29-89.4-25-94.

25-4.111 CIa.............. 1AIIIIIIbrt '.1 n.. _I.d.•C... 2

(l) Each company shall issue bills monthly or may offer customers a choice ofbiIIing intervals that includes a monthly billing
interval. . .

(2) Six months after the effective date of this rule, each billing party shall set forth on the bill all charges, fees, and taxes which
are due and payable.

(a) There shall be a heading for each originating party which is billing to that customer account for that billing period. The
heading shall clearly and conspicuously indicate the originating party's name. If the originating party is a certificated
telecommunications company, the certificated name must be shown. If the originating party has more than one certificated name,
the name appearing in the heading must be the name used to market the service.

(b) The toll-free customer service number for the service provider or its customer service agent must be conspicuously
displayed in the heading, immediately below the heading, or immediately following the list of charges for the service provider. For
purposes of this subparagraph, the service provider is defined as the company which provided the service to the end user. If the
service provider has a customer service agent, the toll-free number must be that of the customer service agent and must be
displayed with the service provider's heading or with the customer service agent's heading, if any. For purposes of this
subparagraph, a customer service agent is a person or entity that acts for any originating party pursuant to the tenns of a written
agreement. The scope of such agency shall be limited to the terms of such written agreement.

(c) Each charge shall be described under the applicable originating party heading.

Florida Public Service Commission
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(d) 1. Taxes, fees, and surcharges related to an originating party heading shall be shown immediately below the charges
described under that heading. The terminology for Federal Regulated Service Taxes, Fees, and Surcharges must be consistent with
all FCC required terminology.

2. The billing party shall either:
a. Identify Florida taxes and fees applicable to charges on the customer's bill as (including but not limited to) "Florida gross

receipts tax," "Franchise fees," "Municipal utility tax," and "Sales tax," and identify the assessment base and rate for each
percentage based tax, fee, and surcharge, or

b.(i) Provide a plain language explanation of any line item and applicable tax, fee, and surcharge to any customer who contacts
the billing party or customer service agent with a billing question and expresses difficulty in understanding the bill after discussion
with a service representative.

(ii) If the customer requests or continues to express difficulty in understanding the explanation of the authority, assessment
base or rate of any tax, fee or surcharge, the billing party shall provide an explanation of the state, federal, or local authority for
each tax, fee, and surcharge; the line items which comprise the assessment base for each percentage based tax, fee, and surcharge;
or the rate of each state, federal, or local tax, fee, and surcharge consistent with the customer's concern. The billing party or
customer service agent shall provide this information to the customer in writing upon the customer's request.

(e) If each recurring charge due and payable is not itemized, each bill shall contain the following statement: "Further written
itemization of local billing available upon request."

(3) Each LEC shall provide an itemized bill for local service:
(a) With the first bill rendered after local exchange service to a customer is initiated or changed; and
(b) To every customer at least once each twelve months.
(4) The annual itemized bill shall be accompanied by a bill stuffer which explains the itemization and advises the customer to

verify the items and charges on the itemized bill. This bill stuffer shall be submitted to the Commission's Division of
Telecommunications for prior approval. The itemized bill provided to residential customers and to business customers with less
than ten access lines per service location shall be in easily understood language. The itemized bill provided to business customers
with ten or more access lines per service location may be stated in service order code, provided that it contains a statement that,
upon request, an easily understood translation is available in written form without charge. An itemized bill shall include, but not be
limited to the following information, separately stated:

(a) Number and types of access lines;
(b) Charges for access to the system, by type of line;
(c) Touch tone service charges;
(d) Charges for custom calling features, separated by feature;
(e) Unlisted number charges;
(t) Local directory assistance charges;
(g) Other tariff charges; and
(h) Other nontariffed, regulated charges contained in the bill.
(5) All bills rendered by a local exchange company shall clearly state the following items:
(a) Any discount or penalty. The originating party is responsible for informing the billing party of all such penalties or

discounts to appear on the bill, in a form usable by the billing party;
(b) Past due bal~ce;

(c) Items for which nonpayment will result in disconnection of the customer's basic local service, including a statement of the
consequences ofnonpayment;

(d) Long-distance monthly or minimum charges, if included in the bill;
(e) Long-distance usage charges, if included in the bill;
(t) Usage-based local charges, if included in the bill;
(g) Telecommunications Access System Surcharge, per Rule 25-4.160(3);
(h) "911" fee per Section 365.171( 13), Florida Statutes; and
(i) Delinquent date.
(6) Each company shall make appropriate adjustments or refunds where the subscriber's service is interrupted by other than the

subscriber's negligent or willful act, and remains out of order in excess of 24 hours after the subscriber notifies the company of the
interruption. The refund to the subscriber shall be the pro rata part of the month's charge for the period of days and that portion of
the service and facilities rendered useless or inoperative; except that the refund shall not be applicable for the time that the company
stands ready to repair the service and the subscriber does not provide access to the company for such restoration work. The refund
may be accomplished by a credit on a subsequent bill for telephone service.

(7)(a) Bills shall not be considered delinquent prior to the expiration of IS days from the date of mailing or delivery by the
company. However, the company may demand immediate payment under the following circumstances:

I. Where service is terminated or abandoned;
2. Where toll service is two times greater than the subscriber's average usage as reflected on the monthly bills for the three

months prior to the current bill, or, in the case of a new customer who has been receiving service for less than four months, where
the toll service is twice the estimated monthly toll service; or
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3. Where the company has reason to believe that a business subscriber is about to go out of business or that bankruptcy is
imminent for that subscriber.

(b) The demand for immediate payment shall be accompanied by a bill which itemizes the charges for which payment is
demanded, or, if the demand is made orally, an itemized bill shall be mailed or delivered to the customer within three days after the
demand is made.

(c) If the company cannot present an itemized bill, it may present a summarized bill which includes the customer's name and
address and the total amount due. However, a customer may refuse to make payment until an itemized bill is presented. The
company shall inform the customer that he may refuse payment until an itemized bill is presented.

(8) Each telephone company shall include a bill insert advising each subscriber of the directory closing date and the
subscriber's opportunity to correct any error or make changes as the subscriber deems necessary in advance of the closing date. It
shall also state that at no additional charge and upon the request of any residential subscriber, the exchange company shalIlist an
additional first name or initial under the same address, telephone number, and surname of the subscriber. The notice shall be
included in the billing cycle closest to 60 days preceding the directory closing date.

(9) Annually, each telephone company shall include a bilI insert advising each residential subscriber of the option to have the
subscriber's name placed on the "No Sales Solicitation" list maintained by the Department of Agriculture and Consumer Services,
Division of Consumer Services, and the 800 number to contact to receive more information.

(10) Where any undercharge in billing of a customer is the result of a company mistake, the company may not backbilI in
excess of 12 months. Nor may the company recover in a ratemaking proceeding any lost revenue which inures to the company's
detriment on account of this provision.

(II) Franchise fees and municipal telecommunications taxes.
(a) When a municipality charges a company any franchise fee, or municipal telecommunications tax authorized by Section

166.231, Florida Statutes, the company may collect that fee only from its subscribers receiving service within that municipality.
When a county charges a company any franchise fee, the company may collect that fee only from its subscribers receiving service
within that county.

(b) A company may not incorporate any franchise fee or municipal telecommunications tax into its other rates for service.
(c) This subsection shall not be construed as granting a municipality or county the authority to charge a franchise fee or

municipal telecommunications tax. This subsection only specifies the method of collection of a franchise fee if a municipality or
county, having authority to do so, charges a franchise fee or municipal telecommunications tax.

(l2)(a) When a company elects to add the Gross Receipts Tax onto the customer's bill as a separately stated component of that
bill, the company must first remove from the tariffed rates any embedded provisions for the Gross Receipts Tax.

(b) If the tariffed rates in effect have a provision for gross receipts tax, the rates must be reduced by an amount equal to the
gross receipts tax liability imposed by Chapter 203, Florida Statutes, thereby rendering the customer's bill unaffected by the
election to add the Gross Receipts Tax as a separately stated tax.

(c) This subsection shall not be construed as a mandate to elect to separately state the Gross Receipts Tax. This subsection only
specifies the method of applying such an election.

(d) All services sold to another telecommunications vendor, provided that the applicable rules of the Department of Revenue
are satisfied, must be reduced by an amount equal to the gross receipts tax liability imposed by Chapter 203, Florida Statutes, unless
those services have been adjusted by some other Commission action.

(e) When a nonrate base regulated telecommunications company exercises the option of adding the gross receipts tax as a
separately stated component on the customer's bill then that company must file a tariff indicating such.

(13) Each LEC shall apply partial payment of an end user/customer bill first towards satisfying any unpaid regulated charges.
The remaining portion of the payment, if any, shalI be applied to nonregulated charges.

(14) All bills produced shall clearly and conspicuously display the following information for each service billed in regard to
each company claiming to be the customer's presubscribed provider for local, local toll, or toll service:

(a) The name of the certificated company;
(b) Type of service provided, i.e., local, local tolI, or tolI; and
(c) A toll-free customer service number.
(15) This section applies to LECs that provide transmission services or bill and collect on behalfof Pay Per CalI providers. Pay

Per Call services are defined as switched telecommunications services between locations within the State of Florida which permit
communications between an end use customer and an information provider's program at a per call charge to the end user/customer.
Pay Per Call services include 976 Services provided by the LECs and 900 services provided by interexchange carriers.

(a) Charges for Pay Per Call service (900 or 976) shall be segregated from charges for regular long distance or local charges by
appearing separately under a heading that reads as follows: "Pay Per Call (900 or 976) nonregulated charges." The following
information shall be clearly and conspicuously disclosed on each section of the bill containing Pay Per Call service (900 or 976)
charges:

I. Nonpayment of Pay Per CalI service (900 or 976) charges will not result in disconnection of local service;
2. End users/customers can obtain free blocking of Pay Per CalI service (900 or 976) from the LEC;
3. The local or toll-free number the end user/customer can calI to dispute charges;
4. The name of the IXC providing 900 service; and
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5. The Pay Per Call service (900 or 976) program name.
(b) Pay Per Call Service (900 and 976) Billing. LECs and IXCs who have a tariff or contractual relationship with a Pay Per

Call (900 or 976) provider shall not provide Pay Per Call transmission service or billing services, unless the provider does each of
the following:

1. Provides a preamble to the program which states the per minute and total minimum charges for the Pay Per Call service (900
and 976); child's parental notification requirement is announced on preambles for all programs where there is a potential for minors
to be attracted to the program; child's parental notification requirement in any preamble to a program targeted to children must be in
language easily understandable to children; and programs that do not exceed $3.00 in total charges may omit the preamble, except
as provided in Section (11)(b)3.;

2. Provides an 18 second billing grace period in which the end user/customer can disconnect .the call without incurring a
charge; from the time the call is answered at the Pay Per Call provider's premises, the preamble message must be no longer than 15
seconds. The program may allow an end user/customer to affirmatively bypass a preamble;

3. Provides on each program promotion targeted at children (defined as younger than 18 years of age) clear and conspicuous
notification, in language understandable to children, of the requirement to obtain parental permission before placing or continuing
with the call. The parental consent notification shall appear prominently in all advertising and promotional materials, and in the
program preamble. Children's programs shall not have rates in excess of$5.00 per call, and shall not include the enticement ofa gift
or premium;

4. Promotes its services without the use of an autodialer or broadcasting of tones that dial a Pay Per Call (900 or 976) number;
5. Prominently discloses the additional cost per minute or per call for any other telephone number that an end user/customer is

referred to either directly or indirectly;
6. In all advertising and promotional materials, displays charges immediately above, below, or next to the Pay Per Call number,

in type size that can be seen as clearly and conspicuously at a glance as the Pay Per Call number. Broadcast television advertising
charges, in Arabic numerals, must be shown on the screen for the same duration as the Pay Per Call number is shown, each time the
Pay Per Call number is shown. Oral representations shall be equally as clear;

7. Provides on Pay Per Call services that involve sales of products or merchandise clear preamble notification of the price that
will be incurred if the end user/customer stays on the line, and a local or toll free number for consumer complaints; and

8. Meets internal standards established by the LEC or IXC as defined tn the applicable tariffs or contractual agreement between
the LEC and the IXC; or between the LEC/lXC and the Pay Per Call (900 or 976) provider which when violated, would result in the
termination of a transmission or billing arrangement.

(c) Pay Per Call (900 and 976) Blocking. Each LEC shall provide blocking where technically feasible of Pay Per Call service
(900 and 976), at the request of the end user/customer at no charge. Each LEC or IXC must implement a bill adjustment tracking
system to aid its efforts in adjusting and sustaining Pay Per Call charges. The LEC or IXC will adjust the first bill containing Pay
Per Call charges upon the end user's/customer's stated lack of knowledge that Pay Per Call service (900 and 976) has a charge. A
second adjustment will be made if necessary to reflect calls billed in the following month which were placed prior to the Pay Per
Call service inquiry. At the time the charge is removed, the end user/customer may agree to free blocking of Pay Per Call service
(900 and 976).

(d) Dispute resolution for Pay Per Call service (900 and 976). Charges for Pay Per Call service (900 and 976) shall be
automatically adjusted upon complaint that:

1. The end user/customer did not receive a price advertisement, the price of the call was misrepresented to the consumer, or the
price advertisement received by the consumer was false, misleading, or deceptive;

2. The end user/customer was misled, deceived, or confused by the Pay Per Call (900 or 976) advertisement;
3. The Pay Per Call (900 or 976) program was incomplete, garbled, or of such quality as to render it inaudible or unintelligible,

or the end user/customer was disconnected or cut off from the service;
4. The Pay Per Call (900 and/or 976) service provided out-of-date information; or
5. The end user/customer terminated the call during the preamble described in 25-4.110(1I)(b)2., but was charged for the Pay

Per Call service (900 or 976).
(e) If the end user/customer refuses to pay a disputed Pay Per Call service (900 or 976) charge which is subsequently

determined by the LEC to be valid, the LEC or IXC may implement Pay Per Call (900 and 976) blocking on that line.
(f) Credit and Collection. LECs and IXCs billing Pay Per Call (900 and 976) charges to an end user/customer in Florida shall

not:
I. Collect or attempt to collect Pay Per Call service (900 or 976) charges which are being disputed or which have been

removed from an end user's/customer's bill; or
2. Report the end user/customer to a credit bureau or collection agency solely for non-payment of Pay Per Call (900 or 976)

charges.
(g) LECs and IXCs billing Pay Per Call service (900 and 976) charges to end users/customers in Florida shall implement

safeguards to prevent the disconnection ofphone service for non-payment of Pay Per Call (900 or 976) charges.
(16) Companies that bill for local service must provide notification with the customer's first bill or via letter, and annually

thereafter that a PC Freeze is available. Existing customers must be notified annually that a PC Freeze is available. .
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(17) The customer must be given notice on the first or second page of the customer's next bill in conspicuous bold face type
when the customer's presubscribed provider oflocal, local toll, or toll service has changed.

(18) If a customer notifies a billing party that they did not order an item appearing on their bill or that they were not provided a
service appearing on their bill, the billing party shall promptly provide the customer a credit for the item and remove the item from
the customer's bill, with the exception of the following:

(a) Charges that originate from:
1. Billing party or its affiliates;
2. A governmental agency;
3. A customer's presubscribed intraLATA or interLATA interexchange carrier; and
(b) Charges associated with the following types of calls:
I. Collect calls;
2. Third party calls;
3. Customer dialed calls for; and
4. Calls using a 10-1 O-xxx calling pattern.
(19)(a) Within one year of the effective date of this rule and upon request from any customer, a billing party must restrict

charges in its bills to only:
1. Those charges that originate from the following:
a. Billing party or its affiliates;
b. A governmental agency;
c. A customer's presubscribed intraLATA or interLATA interexchange carrier; and
2. Those charges associated with the following types of calls:
a. Co11ect calls;
b. Third party calls;
c. Customer dialed calls; and
d. Calls using a IO-lO-xxx calling pattern.
(b) Customers must be notified of this right by billing parties annually and at each time a customer notifies a billing party that

the customer's bill contained charges for products or services that the customer did not order or that were not provided to the
customer.

(c) Small local exchange telecommunications companies as defined in Section 364.052(1), F.S., are exempted from this
subsection.

(20) Nothing prohibits originating parties from billing customers directly, even if a charge has been blocked from a billing
party's bill at the request of a customer.

Specific Authority 350.127.364.604(5) FS. Law Implemented 350.113.364.03.364.04.364.05.364.052.364.17. 364.19. 364.602. 364.604 FS.
History-New 12-1-68. Amended 3-31-76. 12-31-78.1-17-79. 7-28-81.9-8-81.5-3-82.11-21-82.4-13-86.10-30-86. 11-28-89. 3-31-91. 11-11-91.
3-10-96.12-28-98.7-5-00.

25-4.111 Customer Complaints and Service Requests.
( ch telephone utility shall make a full and prompt investigation of all complaints and service requests e by its

customers, e directly to it or through the Commission and respond to the initiating party within fifteen (15 ys. The term
"complaint" as use . this rule shall be construed to mean any oral or written report from a subscriber or us telephone service
relating to a physical de difficulty or dissatisfaction with the operation of telephone facilities, erro 'n billing or the quality of
service rendered.

(2) Arrangements shall be made each telephone company to receive customer trou reports twenty-four (24) hours daily
and to clear trouble of an emergency na Os of the customer and personal safety of
utility personnel.

(3) If the use of service by any subscriber inte s unreasonabl
subscribers may be required to take service in sufficient quan .

Specific Authority 364.20 FS. Law Implemented 364.03.364.051.3 . 7.3 .

25-4.112 Termination of Service by Custo
Any customer may be required to give re e notice of his intention to discontinue
notified, the customer may be held re sible for charges for telephone service.

Specific Authority 350.127(2) FS. Implemented 364.03. 364.19 FS. History-New 12-1-68.

25-4.113 Refu or Discontinuance of Service by Company.
(1) As a. cable, the company may refuse or discontinue telephone service under the following conditions pro . ed that,

unless rwtse stated, the customer shall be given notice and allowed a reasonable time to comply with any rule or reme
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800 service

2.364.025.364.03. 364.04. 3 . 7. 364.08 FS History-New 6-12-86. Amended 6-3-90.Specific Authority 350.127 FS Law Implemented
5-31-93. 11-21-95.

25-4.11 7 800 Sem .
Telephone com . s are prohibited from billing to or collecting from the originating caller any charges for cal s
subscribe

S [jic Authority 350.127(2) FS. Law Implemented 364.03.364.04.364.051 FS. History-New 3-5-90.

25-4.116 Telephone Number Assignment Procedur
Each company shall maintain written standard 0 ng procedures e assignment of telephone numbers. The standard
operating procedure shaH be applied in a non-' riminatory manner to requests signment of telephone numbers.

Specific Authority 350.127(2) FS Law 1 mented 364.03.364.14, 364.16 FS. History-New 2-9-8 .

~.~. (d) The local exchange company shall apply the charge for each call to the number designated for long distance dir
a~e within the customer's HNPA (i.e., 1 + (850) 555-1212).

(3) es for intrastate calls to directory assistance outside of the caller's HNPA shall be at rates presc . in the general
services tariff 0 interexchange companies and shall be subject to the following:

(a) There shaH be harge for up to fifty calls per billing cycle from lines or trunks servin' viduals with disabilities. See
subpart (2)(a) of this rule for efinition of "disability". The interexchange carrier shall c e its prevailing tariffrates for every
call in excess of 50 within a billing c

~---------------------------/-

25-4.118 I.AaI. Local TeD, er T.~ Se.. c....
(I) The provider of a customer shall not be changed without the customer's authorization. The customer or other authorized

person may change the residential service. For the purposes of this section, the term "other authorized person" shall mean a person
18 years of age or older within the same household. The person designated as the contact for the local telecommunications
company, an officer of the company, or the owner of the company is the person authorized to change business service. A LEC shaH
accept a provider change request by telephone call or letter directly from its customers; or

(2) A LEC shall accept a change request from a certified LP or IXC acting on behalf of the customer. A certificated LP or IXC
shaH submit a change request only ifit has first certified to the LEC that at least one of the following actions has occurred:

(a) The provider has a letter of agency (LOA), as described in (3), from the customer requesting the change;
(b) The provider has received a customer-initiated call, and beginning six months after the effective date of this rule has

obtained the following:
I. The information set forth in (3)(a)1. through 5.; and
2. Verification data including at least one of the following:
a. The customer's date of birth;
b. The last four digits of the customer's social security number; or
c. The customer's mother's maiden name.
(c) A firm that is independent and unaffiliated with the provider claiming the subscriber has verified the customer's requested

change by obtaining the following:
I. The customer's consent to record the requested change or the customer has been notified that the call will be recorded; and
2. Beginning six months after the effective date of this rule an audio recording of the information stated in subsection (3)(a) 1.

through 5.; or
(d) 1. The provider has received a customer's change request, and has responded by mailing an informational package that shall

include the following:
a. A notice that the information is being sent to confirm that a customer's request to change the customer's telecommunications

provider was obtained;
b. A description of any terms, conditions, or charges that will be incurred;
c. The name, address, and telephone number of both the customer and the soliciting company;
d. A postcard which the customer can use to confirm a change request;
e. A clear statement that the customer's local, local toll, or toll provider will be changed to the soliciting company only if the

customer signs and returns the postcard confirming the change; and
f. A notice that the customer may contact by writing the Commission's Division of Consumer Affairs, 2540 Shumard Oak

Boulevard, Tallahassee, Florida 32399-0850, or by calling, toll-free (roo & Voice) 1-800-342-3552, for consumer complaints.
2. The soliciting company shall submit the change request to the LP only if it has first received the postcard that must be signed

by the customer.
(3)(a) The LOA submitted to the company requesting a provider change shall include the following information (Each shall be

separately stated):
1. Customer's billing name, address, and each telephone number to be changed;
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2. Statement clearly identifying the certificated name of the provider and the service to which the customer wishes to
subscribe, whether or not it uses the facilities of another company;

3. Statement that the person requesting the change is authorized to request the change;
4. Statement that the customer's change request will apply only to the number on the request and there must only be one

presubscribed local, one presubscribed local toll, and one presubscribed toll provider for each number;
5. Statement that the LEC may charge a fee for each provider change;
6. Customer's signature and a statement that the customer's signature or endorsement on the document will result in a change of

the customer's provider.
(b) The soliciting company's provider change fee statement, as described in (a)5. above, shall be legible, printed in boldface at

least as large as any other text on the page, and located directly above the signature line.
(c) The soliciting company's provider change statement, as described in (a)6. above, shall be legible, printed in boldface at least

as large as any other text on the page, and located directly below the signature line.
(4) The LOA shall not be combined with inducements of any kind on the same document. The document as a whole must not

be misleading or deceptive. For purposes of this rule, the terms "misleading or deceptive" mean that, because of the style, format or
content of the document or oral statements, it would not be readily apparent to the person signing the document or providing oral
authorization that the purpose of the signature or the oral authorization was to authorize a provider change, or it would be unclear to
the customer who the new provider would be; that the customer's selection would apply only to the number listed and there could
only be one long distance service provider for that number; or that the customer's LP might charge a fee to switch service providers.
If any part of the LOA is written in a language other than English, then it must contain all relevant information in each language.
Notwithstanding the above, the LOA may be combined with checks that contain only the required LOA language as prescribed in
subsection (3) of this section and the information necessary to make the check a negotiable instrument. The LOA check shall not
contain any promotional language or material. The LOA check shall contain in easily readable, bold-face type on the front of the
check, a notice that the consumer is authorizing a primary carrier change by signing the check. The LOA language shall be paced
near the signature line on the back of the check.

(5) A prospective provider must have received the signed LOA before initiating the change.
(6) Information obtained under (2)(a) through (d) shall be maintained by the provider for a period of one year.
(7) Customer requests for other services, such as travel card service, do not constitute a provider change.
(8) Charges for unauthorized provider changes and all I+ charges billed on behalf of the unauthorized provider for the first 30

days or first billing cycle, whichever is longer, shall be credited to the customer by the company responsible for the error within 45
days of notification to the company by the customer, unless the claim is false. After the first 30 days up to 12 months, all 1+ charges
over the rates of the preferred company will be credited to the customer by the company responsible for the error within 45 days of
notification to the company by the customer, unless the claim is false. Upon notice from the customer of an unauthorized provider
change, the LEC shall change the customer back, or to another company of the customer's choice. The change must be made within
24 hours excepting Saturday, Sunday, and holidays, in which case the change shall be made by the end of the next business day.
The provisions of this subsection apply whether or not the change is deemed to be an authorized carrier change infraction under
subsection (13).

(9) The company shall provide the following disclosures when soliciting a change in service from a customer:
(a) Identification of the company;
(b) That the purpose of the visit or call is to solicit a change of the provider of the customer;
(c) That the provider shall not be changed unless the customer authorizes the change; and
(d) All information as referenced in Rule 25-24.490(3).
(10) During telemarketing and verification, no misleading or deceptive references shall be made while soliciting for

subscribers.
( II) A provider must provide the customer a copy of the authorization it relies upon in submitting the change request within 15

calendar days of request.
(12) Each provider shall maintain a toll-free number for accepting complaints regarding unauthorized provider changes, which

may be separate from its'other customer service numbers, and must be answered 24 hours a day, seven days a week. If the number
is a separate toll-free number, beginning six months after the effective date of this rule new customers must be notified of the
number in the information package provided to new customers or on their first bill. The number shall provide a live operator or
shall record end user complaints made to the customer service number to answer incoming calls. A combination oflive operators
and recorders may be used. If a recorder is used, the company shall attempt to contact each complainant no later than the next
business day following the date of recording and for three subsequent days unless the customer is reached. If the customer is not
reached, the company shall send a letter to the customer's billing address infonning the customer as to the best time the customer
should call or provide an address to which correspondence should be sent to the company. Beginning six months after the effective
dat~ of this rule, a ~ini~um o~ 95 pe~cent of a!1 ~all attempts shall be transferred by the system to a live attendant or recording
deVICe prepared to gtve Immediate assistance WIthm 60 seconds after the last digit of the telephone number listed as the customer
service number for unau~orized provider change complaints was dialed; provided that if the call is completed within 15 seconds to
an mteractlve, menu-dnven, VOIce response unit, the 6O-second answer time shall be measured from the point at which the
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customer selects a menu option to be connected to a live attendant. Station busies will not be counted as completed calls. The term
"answer" as used in this subsection means more than an acknowledgment that the customer is waiting on the line. It shall mean the
provider is ready to render assistance or accept the information necessary to process the call.

(13)(a) A company shall not be deemed to have committed an unauthorized carrier change infraction if the company, including
its agents and contractors, did the following:

I. Followed the procedures required under subsection (2) with respect to the person requesting the change;
2. Followed these procedures in good faith; and
3. Complied with the credit procedures of subsection (8).
(b) In determining whether fines or other remedies are appropriate for an unauthorized carrier change infraction, the

Commission shall consider the actions taken by the company to mitigate or undo the effects of the unauthorized change. These
actions include. but are not limited to whether the company, including its agents and contractors:

1. Followed the procedures required under subsection (2) with respect to the person requesting the change in good faith;
2. Complied with the credit procedures of subsection (8);
3. Took prompt action in response to the unauthorized change;
4. Reported to the Commission any unusual circumstances that might have adversely affected customers such as system errors

or inappropriate marketing practices that resulted in unauthorized changes and the remedial action taken;
5. Reported any unauthorized provider changes concurrently affecting a large number of customers; or
6. Took other corrective action to remedy the unauthorized change appropriate under the circumstances.

Specific Authority 350.127(2) F5. Law Implemented 364.0/.364./9.364.285.364.603 FS. History-New 3-4-92. Amended 5-3/-95. /2-28-98.

PART IX ACCOUNTING AND REVENUE REQUIREMENTS

A. counting Reports

25-4.1 Annual Reports.
(1) Each e-of-retum regulated local exchange telephone company shall file annual reports with the

Commission Form SC/AFA 18 (xx/xx) which is incorporated by reference into this rule. Form PSC/AFA , entitled "Annual
Report of Local Exch e Telephone Companies", may be obtained from the Commission's Division 0 uditing and Financial
Analysis. These reports s be verified by a responsible accounting officer of the company making report and shall be due on
or before April 30 for the pre ing calendar year. A company may file a written request for an ext sion of time with the Division
of Auditing and Financial Analy' no later than April 30. One extension of 31 days will be ted upon request. A request for
Commission approval of a longer ext ion must be accompanied by a statement ofgood c and shall specify the date by which
the report will be filed.

(2) The company shall also file with the 'ginal and each copy of the annual
or report, signed by an independent certified pu 'c accountant, attesting to the c formity in all material respects of the following
schedules and their applicable notes of Form PS FA 18 with the Co . sion's applicable uniform system of accounts and
published accounting releases:

(a) Schedule B-1 Balance Sheet,
(b) Schedule B-2 Statement of Cash Flows, and
(c) Schedule I-I Income Statement.
(3)(a) Each company shall file with the Commission audit rt issued by an independent auditor commenting on the

company's compliance with i~ Cost Allocation Man (CAM) or wri accounting procedures for nonregulated operations.
Beginning January I, 1996, the compliance audit s be performed no less once every three years. The audit report shall be
filed with the annual report or within 30 days of 10g the annual report.

(b) Each company shall file, along wi e audit report, a list of all incidents non-compliance with the CAM or written
accounting procedures for nonregulated erations. This list shall include all errors an . egularities detected by the independent
auditor during the audit, regardless of ateriality.

(c) The expense of the audit s I be separately identified and shall not be chargeable to ex
Commission may, upon suffic' t showing, modify or waive these requirements.

Specific Authority 350.127(, 'S. Law Implemented 364. J7 F5. History-New 12-27-94. Amended 3-10-96.

25-4.1352 Ea logs Surveillance Report.
(1) Each -of-return regulated local exchange telephone company shall file rate ofreturn data using Commis .

AFA 15 ( ), which is incorporated by reference into this rule. Form PSC/AFA IS, entitled "Telephone Earnings
Report ' may be obtained from the Commission's Division of Auditing and Financial Analysis.

) The report shall be filed semiannually, by the 15th day of the second month following the reported period.
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(a) A letter of transmittal sha an each filing, Whi~h;liist~s;t~h~eis~h~ee~ts~(b~y~S~he~e~t~n~um:b~e~r~a:n~d~r~e~vI:'s:i:::I:It!mf
transmitted and gives a briefdescription of all chan ded therein and the reasons for

(b) Along with each tariff filing the company shall include 0

as they will appear in the approved tariff.

Specific Authority 35 . aw Implemented 364.04. 36405. 364.057. 364.07. 364.08. 364.09. 364.
. ew 2-23-87, Amended 11-19-89. 11-21-95.3-13-96.

25-24.491 Cutomer Relatio..; RIlles Incorporated.
(I) The following rules are incorporated herein by reference and apply to IXCs.
~ Title Portions APJ?licable
25-4.110 Customer Billing Subsections (14), (15), (17), (18), and (20)
25-4.111 Customer Complaint and Service Requests All except Subsection (2)
25-4.112 Termination of Service by Customer All
25-4.113 Refusal or Discontinuance of Service by Company All
25-4.114 Refunds All
25-4.117 800 Service All
25-4.118 Local, Local Toll, or Toll Provider Selection All
(2) An IXC may require a deposit as a condition of service and may collect advance payments for more than one month of

service if it maintains on file with the Commission a bond covering its current balance ofdeposits and advance payments (for more
than one month's service). A company may apply to the Commission for a waiver of the bond requirement by demonstrating that it
possesses the financial resources and income to provide assurance of continued operation under its certificate over the long term.

(3) Upon request, each company shall provide verbally or in writing to any person inquiring about the company's service:
(a) any nonrecurring charge,
(b) any monthly service charge or minimum usage charge,
(c) company deposit practices,
(d) any charges applicable to call attempts not answered,
(e) a statement of when charging for a call begins and ends, and
(t) a statement of billing adjustment practices for wrong numbers or incorrect bills.

In addition, the above information shall be included in the first bill, or in a separate mailing no later than the first bill, to all new
customers and to all customers presubscribing on or after the effective date of this rule, and in any information sheet or brochure
distributed by the company for the purpose ofproviding information about the company's services. The above information shall be
clearly expressed in simple words, sentences and paragraphs. It must avoid unnecessarily long, complicated or obscure phrases or
acronyms.

Specific Authority 350.127(2).364.604(5) FS. Law Implemented 364.03.364.14.364.15.364.19.364.337.364.602.364.604 FS. History-New
2-23-87. Amended 10-31-89. 3-5-90. 3-4-92. 3-13-96. 12-28-98. 7-5-00.

'ART XI RULES GOVERNING PAY TELEPHONE SERVICE

25-24.510 Certificate of Public Convenience and Necessl~~lfdlre

No person shall provide pay telephone service without first 0 ning rtificate of public convenience and necessity from the
Commission. Services may not be provided, nor may d SitS or payment rvices be collected until the effective date of a
certificate, if granted. However, acquisition of e . ent and facilities, advertisin dother promotional activities may begin
prior to the effective date of the certificat the company's risk that it may not be ted. In any customer contacts or
advertisements prior to certification, the pany must advise the customer that certification has n d may never be granted.
Specific Authority 350.127(2) FS. L mp/emented 364.32.364.33,364.335.364.337.364.345 FS. History-New 1-5- .

25-24.511 Appli on for Certificate.
(I) Any ~ desiring to provide pay telephone services must have a pay telephone service certificate.

25-. Scope.
This part apphe any person providing pay telephone service. As provided by Rules 25-4.002, 25-9.001 d 25-14.001, no
provision of Chapters -4, 25-9, or 25-14 shall apply to pay telephone service companies, exce e following: 25-4.003
(Definitions), 25-4.0161 (R tory Assessment Fees; Telecommunications Companies), 25 (Records and Reports in
General), 25-4.020(2) (Location an servation of Records), and 25-4.043 (Response to CQ Ission Staff Inquiries).

Specific Authority 350.127(2) FS. Law 1mplemen 50.113.350.115.350.117.364.01.3 6.364.02.364.17.364.18.364.183,364.185.
364.32,364.337,364.3375 FS. History-New 1-5-87. Ame 11-13-95.2-1-99.
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25-24.840 Service Standards.
( I) Each provider of al rive local exchange telecommunications service shall m ccess to 911 emergency services

available to each of . asic telecommunications service customers at a level at least equivalen
incumbent loc change company.

(2 July I, 1997, access to 911 services shall be maintained for the duration of any temporary
-payment of a residential subscriber's local service.

Specific Authority 350.127(2) FS. Law Implemented 364.03,364.035,364.337,364.345 FS. History-New 5-6-97.

Portions Apj!licable
Subsections (14), (15), (16), (17), (18), and (20)
All

15-MMI Cui••••• r gll ••8 .... ..~.
The following ndea are iIlcorporated henml by reference and apply to ALECs. In the following rules, the acronym "LEC' should be
omitted or interpreted as "ALEC'.
~ Ii.tk
25-4.110 Customer Billing
24-4.118 Local, Local Toll, or

Toll Provider Selection

Specific Authority 350.127(2),364.337(2),364.604(5) FS. Law Implemented 364.337(2),364.602.364.604 FS. History-New 12-28-98, Amended
7-5-00.

PART XVI RULES GOVERNING PREPAID CALLING SERVICES

//

wn or resold
25-24.900
(1) This part a 'es to companies that provide prepaid calling services (PPCS) to the public using it

telecommunications netw
(2) Prepaid calling service rovided without compensation are exempt from Part XVI.

Specific Authority 350. 127(2) FS. Law l mented 364.01. 364. J9, 364.337(4) FS. History-New 3-26-98.

25-24.905 Terms and Definitions.
For purposes of this part, the definitions to the foil 'ng terms apply:

(1) "Company" means any entity providing prepal ic using its own or resold telecommunications
network.

(2) "Conversation time" is the time when two-way telecomm .ca' s is possible.
(3) "Prepaid Calling Services (PPCS)" means any prepaid tel unications service that allows end users to originate calls

through an access number and authorization code, whether m ally or ele onically dialed.
(4) "Prepaid Calling Card" or "Card" means any obje ontaining an acces ber and authorization code that enables an end

user to use PPCS.

Specific Authority 350. J27(2) FS. Law Implement

25-24.910 Certificate of PubUc nvemence and Necessity Required.
A company shall not provide P without first obtaining a certificate of public convenience and nec 'ty as a local exchange
company, alternative local ange company, or interexchange company. The name used as the provider 0 CS printed on the

appear identical to the name in which the certificate is issued. A "doing business as" nam ay be used in
lieu of the certific name if it is registered as a fictitious name with the Florida Division of Corporations, and refle d on the

the name is used on the card.

Specific thority350.J27(2)FS. Law Implemented 364.33,364.335. 364.337(4)FS. History-New3-26-98.
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